STATE OF NEW YORK
{OFFICE OF THE ATTORNEY GENERAL

ELIOT SMTZER 120 Broadway, New York, NY 10271 THOMAS G, CONWAY

Altorney General Asnsistant Attomey Oeneral In Charge
(212) 416-8294 Comsumer Frauds and Protection Bursau
May 13, 2003
Whitestone, NY [l %
]
Our File Number: CFNO3R05180 =2

o
Company: Volvo Cars of North America, Ine.

e
Dea: [ ?
On behalf of Attormesy General Eliot Spitzer, I am writing to notify you that we have received

your correspondence.

‘We appreciate your alerting us te this matter. Webelieve the organization shown below may
be able to assist yon and we are forwarding your correspondence there.

If you do not receive a responss in the near future, please follow up directly with that
organization. Isugpest you attach a copy of this letter or, if appropriate, mention that you are adding

new information.
Thank you for contacting us.
Very truly yours,
Philip . Gamma
Bureau of (Consumer Frands
And Protection

/

cc: National Highway Traffic and Safety Administration
400 7th Street SW
Washington, DC 20590



New Yoik State Office of the Attorney General
Eliot Spitzer

Consumer Protection Bureau

120 Broadway 3™ Flaor

New York, NY 10271

Whitestons, NY

May 5, 2003
To Whom It May Coneern:

Attached please find a letier T wrote to Valvo about the problems I have had with my 2001 Valvo 540 that
was leased new in March 2001. As you can see [ have had memerons problems with the car. Sinee that
letter was written one of the headllghts burned out ind meeded to be replaced and the power seering
wheel shafi also meeded to be replaced reqoiring that the car be left st the repair shop for the entire
dey. While alt these problems were covered by the warranty baving to bring the car in repeatedly for repair
is 2 great incomvemicnge,

My myin gompplyint with Volvo is the fact that 1 had to replace 2 rear bralos pads 2nd rotors after only
10,230 miles on the car at a cost of $471.00. Both the customear setvice person I spoke with at Volvo as
weall the service manaper at Hassel Valvo, (where the repair wes done), told me that this was nat trmspal
for thic car. When I decided to leass the car T was naver informed that brakes wear out after 10,000 niles.
If this is epmmon for the car T chink it should net omty be covered by the warmnty but that the conmmer
should be warmed before purchasing.

I spoke to several mechanics that said that while it’s possible that brake pads conld wear out after such litile
mikage they really shoaldn't. They all agreed however that yotors should not have to be replaced with
inch lowr mdleage. Please note that one of the rear retors was replaced a year befors dee to a crack which
I was tcld was a factory defect. Therefore that particulsr rotor did not even have 10,600 miles on it. YetI
wis told it had o be replaced alse.

The attached letter from Volve says that they will not take responsibility for the repair and alludes to the
fact that the driver is at fault. Firsdy I use the car mostly on weekends end do montly highway driving. 1
de not ride the brake. My driving habits have not changed in years and 1 have never had this problem
before in any other car I owned. [ have attached several 2-mails from other 540 owners that alss
complained about beving to change brake pads after low milaage go this problem is not unigue to my
driving hebits and me. None have mentioned having to change roters which leads me to wonder if the
rotorx really needed o be changed atall. These e-mails wese lncated on the Ednonds. Comnn webeite,

Fram the info I have pathered I don’t think this car qualifies as a “lemon” under the “Lemon Law™ but it
dots attest to the quality of vehicle Yolvo i yelling to comsumera. No one should have to replace brake
pads and retors with 10,000 milkes on 4 car. [ have owned many other brands of cars in the past and have
never had 20 many problems in ihe first 2 yesrs of ownership. I hope you will agree with moe that I should
be mimbuesed from Volvo for the $471.00 I peid for the brake pads and rotocs.

Bincerely,

A}

Altachients: 13 Letter to Volvo Cars North Ameriea; ¥) Letter of reaponae from Yolvo; 3) Bill [or.
work done from Hassel Aato Group:*§) Consnmer ¢-malls From Edmonds. Com telling of similar
problemy with brake pads.



Whitestone, NY 11357

Volva Cars of North America, oc.
Seven Yolvo Drive
Rockleigh, New Jersey 07647

March 25, 2003
To Whom It May Concern:

In March 2001 I leased 2 Volvo 540 from Shari Lyn Leasing in Realyn, NY. I have regretted that
decision ever since. Since I've had this car T hava had one problem after another. These problems inclnds:

* A cracked rotor (which I was told was a factary defect)

*  The shift light went ont

*  The switch for the power seat broke which prevented me fram being able to move the front
driver’s seaL

= The car was recalled far a preblem that you wiould be more familinr with than me.

I have had all these problenes within the first 2 years. I now have approximately 10,250 miles on the car, |
brought the car into Hassel Volvo in Glen Cove, NY yesterday tir bave the problem with the power seat
fixed. While there 1 asked them to check on a noise that I started hearing several days before whenever 1
stepped on the brakes. I was tokd that the car needed new rear rotors and brake pads costing 2 total of
abmeast $500. T aaked herw & car with such litfle mleege could need brakes and I waas told that it was pretiy
common in these cars. [ then called the Volvo Customer Bervice number given ot yinet wishaite and was
basically told the came thing [ have owned many cars priar to thiz Volwa including Toyotas, Nissens,
General Motors and Chrysler products and have never had to replace brakes with such little mileage. In
arditian everyone that I have menticned this tn finds it ingonceivable that thege parts could have wom out
80 quickly unless they were defective in the first place. Ibelicve that if these parts, asg the service mamger
at Hagsel and yomr costimes service ren iild me, troly wear oot so quickly they should be covered by the
wamanty. The geofleman in Customer Service was sympathetic but did not offer any financial assistance
with this maiter. I am therefore writing in hopes that Velvo will do the right thing and reimburse me for
this repair!

Az of now [ have Jost all respect for the Volve product and don™ know why I would ever sonaidar
purchasing or leasing mmother Violve car m the future, In addition from my experience so far I can certainly
ot recommend the product to othera. Although all the other problemn I have had were covered by the
warranty, taking the car in for these repaira bas cost me tine fram my job since none of the service centers
in this area seem to be open on the weekends! Omne of the selling points siressed t0 me when [ was
considering this car was the excellent 4R-month warranty. It's nice to have such a warsanty but having to
constantly take time off from work to bring the cer in for servicing is not only inconvenient but also
maddening. The main reasom [ chose this car was for the preat eputation for safety Volvo cars have., Well
how sefe is g car that needs new brakes every 10,000 miles. In addition what iz the good of having e safe
car that hes 1o constantly be bronght in for repairs.

As [ stated above if brake wplacement at such low mileage 18 comrnon in thix car mayhe it shomid be
looked at and corrected or included in the warranty coverage!!

Your webaite says, “Owning a Velvo Car should be oy pleszant and trovble-free &3 possible.” That hes
certainly not been my experience. 1am waitiog to hear from you before I contact the Congamer Protection
Agency and the Attomey General’s Office about this noaiter.

Smeerely,




VOLVO

Volvo Cars of North America, LLC

April 30, 2003

Whitestone, NY I
DearllEEN

This is in response to our conversation earlier today and your previous correspondence
concerning the brake repairs on your 2001 Volvo S40.

We are gorTy ta learn of your dissatisfaction; however, it is not possible for Volvo to offer
an explanation as to why you have experienced difficulties with the brakes on your
particular vehicle. The longevity of the pads and rotors is dependent upon various factors,
including personal driving habits and dnving conditions.

We have been in touch with Michael Casey, Sr., the Service Manager at Hasgel Volvo. Itis
our understanding your service history was reviewed with our Yolvo Representative, The
grinding noise you complained of was due to rotors wearing metal to metal wear.

We have given careful consideration to your request. As much as we desire to resolve cach
of our customer’s concerns to their satisfaction, it is not always possible to meset every
expectation. Unfortunately, ¥Volvo cannat accommodate your request for cost assistance
toward this repair.

i g"
Drive Sately, i

A oyl
/kum McDo

¢ Cuostomer Relatons Consultant

Yolvog Cara of North Amarics, LLE Telaphone I i Aolees AR COMm
Yotea Drive - 201-TOB-7 300
Rocklaigh, W 07647
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2003 Volvo §40 Number of Reviews: «\Writa YOur cvn review
Owvarall Rating 25
) 7.2

(Ratings scale: 1-10 where 10 i the highest possible scors.)

Stylea: 4dr Seden {1.91 4oyl Turbo 5A)

Adr Sedan (1.9L 4cyl Turbo 5A)

Mondny, Aprll 21, 2002
T0oO0 MANY PROBLEMS Ey I

EC] 5.5 Detalls

Reviww: | leasad this new 540 in March 2001. Within the first yoear | had ta replace a rear rotor dua to a
factory defact. Curing the second yaar with 10,000 mikes an the car | nesded new raar notors and brake
pads casting close to $500. | am currently ighting with Vialva ta reimburse: me. During the sacond year
the shift lipht blew out, the front headlight had ta be replaced, the powar seat broka and needed a new
swilch, the steering colurn neadad repairs. The check engine light gees on and off cantinously, and the air
conditioning is tarribla.| would navar consider another VOLVO and advise all to stay away!

Favorits Features: The engine has plenty of power.

Suggested Improvements: Make a car that 12 nat anly safe but that holds up. It does no good to have a
safe car that you can't drive because It is constantly in the shop for repairs.

r " Friday, Aprl 18, 2003

Great car, expect to pay for it though _

N 81 Details

Revlew; This car waa purchased for my wife in 12800 with the expeciation that we would have a baby

befora the and of the lease. Wa truly enjoyed the car, however the addition of our daughter has changed

our feelings towards the S40. It is simply not large anough for two adults end one baby. With the baby

soat in tha rear-facing position behind the passengens” seat, iy wife has to move the passenges’ sant

amast ell of the way forward, which is obviously nat comfortable. Also, we had o replace the brake Eads

at 13,000 miles, and tires at 22,000 miles.

Favorits Features: The seat warmars are beautiful. This car Is equipped with the latch system for the
baby seat. Tha Iaather is top- grade meterigl. Build quality and ride are exceptional.

Sugpested Improveaments: Remate trunk opaner or Intartor frunk releasa sheuld ba standard. Cup
helders are absolutely hormible. Routine maintenence (tires. brakes) need io be less frequent.

Friday, Aprii 11, 2003

Inexpensive, Fun to Drive, Great wi Gas By [IIIGENE

BN 88 Doals

Revlew: This car is fun to drive, naarly like a sport car, but without higher Insurance costs. | lova the way
it gets up and the comfort for the driver. | do not like the wheel ad)uster for the passenger seat. For me
this |5 really a two parson car bacausa tha front paasengers are EXTREMELY comfy. The rear anes are
just ok. Also, what happened to a trunk light? I'm on nearty 3Ck mlea in less than a year, no problems
with the car at all. Overall | am pleased. | must say my once loved SUV i now perked while | zip around

hitp:/fwerw_ edmunds. com/ratings/new/2003/volvo/s40/consal Ireviews. himl 2tid=n.cr.overallrating.. 1 .Y olvo* 5/5/03
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r' B 3.6 petals

Review: | purchasad this car In January, 2000, because my wife "had to have i°. ha;ls_nmlwtm@t

' after15k ml and rulned rotor. a/c staps working wicantinuous use {2 hours driving). headlight go olf évery
10k ml. sunvisors are stuck in dewn pasition. ¢heck enging light is on contloualy-no ane knows why.
malntanance i axpenslve aven for auropaan car. the suapenaicn rattles untl the car has warmed-up
{?17). headlight sockst broke whan light replacad {3rd tama}-daaler says it's my problem since the
warranty is out

Favorita Features: none-uniass somasne takes this pieco off my hands.

l Suggeeisd Improvameants: buy s '78 pinto.

Saturday, March 08, 2003

perfoct car By I

I 100 Details

Revlew: Simply the bast, can not be compered to japan or german cors....
Favorite Features: reliability and fun of driving 2,0T

Suggested Improvemants: Xenon lamps In atd,

Sunday, March 02, 2003

for voivo...not bad. By [N

] 7.5 Ceiils

Raview: for a 13 yr old guy.. 'm quite happy abt s40.. i never thot volvo will design diff. koks. Cuz usualy
they jus design it square and ...u no ., like a coffin.. but for 240..its amazing. Even though ts a demo car
when | bought it.. the car stil nuna asmocthly and i only heve to bring to dealer for check up once sofar e
chenge brake that hed bean wom off, tires roiation and tires alignment.

Favorita Faaturas: the color rad Ipaks really nico on S40. | love the spoilsrback of car doesn't lock like 5
vohig at alll it looks so sporly that when i firgl ook at it. i thot its a sports car. nol g sedan. howewver, i still
consider it to b vary eporty.

Suggested Improvemarts: Make It a FR..s0 | can drift... rite now | &till can..but very dangerous for FF to
da it. Have Manu el option, bigger tires that1l b good. both ront seats should have slectronic seats. make
car 8 bit lower to the graund for bettar lurns, and make 170hp to 2000 wif turba.

Wednesday, February 26, 2003

three year owner and still happy By

B 5.9 Ceals

Review: We eearchad high and low for an affordable safe car without driveing a etatus gymbwl and found
the 2000 540, | wanted & gocd commuler car that would be dapendable and fun to drive for many years. |
do mosi of my own maintenance and have nat had any machanical problems;tha dealer has traated ma
flike rovelity. The car is not a famlly of four car but works out fine for a fam|ly of threel Wae purchased tha
car in August of 2000 loaded with all the features except heated seats; and we love it love It | love !
Favorite Features: MoanrocT, ges milege, peppy and fun to drive, Inaded with famtures for the sama or
lasa than what you would exspect from a Europeen car,

Suggested Improvements: Tha cup hoidar has been our only complaint.

HMondey, February 24, 2003

Too Ofien Overiooked Ey [N

] 74 pewmls

Review: The 540 has got to ba cne of the most over looked automabiles. | have owned the car for 8
months and it & a joy to drive. Plenty of ecceleration, good handeling, comfortable, vary sacure in bad
waather, seonomical, reduced insurence and no gimics, Tha modal is to be replaced mid-year 2004, so0
watch for good discounts es Volvo does.

Favorite Features: Seats, heater ssats, low end terqua, secure handaling, safely features, econamy
Suggesatad Improvemants: Include an apilon for 8 manual iransmission.

hittp:/forarw . edmunds com/ratings/new/2003/volvo/add/consallreviews. htmi?tid=n.crr.overallmting.. . Volvo® 5/5/03
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Tuesday, February 18, 2003

540 Makes a middia-aged dad happy! By[J

] 78 Dois

Review: The turbe as standard aguipment an thie car really makes it an altractive eporty option for
someons who doesn’t want a Taurus or Camry. With two young kids | need a 4 door and the airbag cagte
really encourages ma that ssfety will be paramount. Combina that with the zippy way she handles and the
smeothness of the ride at speed and | coukdn heve done batter for $10k mere. Bast of all, both glris ere
always asking me to "Open the roof, Daddyl"

Favorite Featuresa: |'s got e sleek Iook (for a Volvo) and handles like a dream. For a 37 year old's first
NEW car ever, I'm pretty happy!

Suggested Improvemanta: Allcw the front seats to move back Just a iitlle farther . . .

Friday, February 14, 2003

Safety at a great price EvEEEE

I 5.6 Ccials

Reaview: A safe, and pleasant vehicla at a graat price. Goad pickup, smooth ride.
Favorite Fastures: Safety, safat, safaty at an affordable price.

Friday, February 14, 2003
An sxpenglve lemon

1 4.8 Detalis

Review: Ownad thie lamon for 2 years. | frusted Valva for fte rellablity and Volvo did not dallver il. | have
to take this car for repairs every 3 months on average. Cnly 21,000 miles, but [ had § problems + 2
recalls. Everything from windshiald wipgers feilura in tha middle of a storm, to misalignment of the hopd, o
check engina lights on for fransmission problems, to check engina lights on for unknown reasons, als.....
Brak after 15.000 miles. Air conditioning recall + transmission sofiware upgrade
recall. To surmn it up, Expansgiva leman, unreliable, and poor service

Favoarite Faatures: At laast | can git In my laather seats waliing for raads|da asslstarnce to show up.
Suggested Improvements: Quality, reliability, and may e spinning off fram Ford.

Mondwy, February 10, 2003

Great Carl By

N A8 Dealls

Reviaw: Bought the car new for $21,995 + tax and lic. with premiurn package (leather and moonroof)
¥You can't beat that price. It has excellont safety features and s a comfortable ride.The Interior matarals
are very nice and classy.

Favorite Featuras: Engine performance is great {170hp turbo). Acceiaration ia Impreseiva.

Suggested Improvements: Console dasign could use an update. Standard ceasette ian't needed. Coufd
uge more lag room In the back seats.

Wednesday, February 05, 2003

cur 2002 540 By N

BN 7.9 Dotals

Reviaw: Noticad wind nalae from sunroof, brought it in. Desler of course said thera's nothing wrong with
It. A few months later ths headliner had a water stain on it from a water leak. The dealer fixed the roof
proparly, but got greesy fingerprints all avar the new headliner. Also the new headiner was Instefled
Improperly, now have at Isast 3 rattles we didn't have befare. Had problem with the Intermittent wipars not
working and cruise control. All total we've had & dgaler visits in the first 2 months of ownership, not what
wea axpactad In tarms of Volvo rellahility, Other then thess problame the car has been very good.
Favorite Featuras: Like the low end turboe grunt. Car put tegethar quite well, doors have a solid "thunk™
when closed. Front seats ars a dream for a small car. Sat in them for a 18 hour drive and my back didn’

hurt a bit, and I'm 8* 1" tall, hard to find in & smaller car.

http://aww. edmitnds. com/ratings/new/2003/volvo/sd0/consalireviews. html Mtid=n.crr.overallmting.. L Volvo®

5/5/03
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Suggested Improvements: This car should be able to maka the 188 horsepower without the use of
premium fuel. Toyota's 4-cylinder Corolla has 157 horsepowar without a turbo, uses 87 octane fuel and
gets the same gas mileaga on a bigger carl

Wednesday, January 0B, 2003

2003 Yolva 540 By I

] 9.1 Demlls

Roviaw: beautiful interor for tha price, 5 speed auin, whiplash protaction syatam,CD , cassette and
freecappuccing from the dealer. who coukiask for anything more?

Favorite Featuros: whiplash protection system, bath CD and cassatte pleyer, simulated wood looks real.

Suggestad Improvemeants: nona

Wednesday, Decamber 25, 2002

If you liva In new york stay away By

B 6.1 Dsigls

Review: Ive had thia car for a year the cars performanca ag far as plck up 15 great. in tha snow It sucks | if
you hit a pat hole you nead a new wheel base a tire and an alignment. the car really could get on your
Nerves. maintanance very pricy. overall sometimes il could be your friend but in & second it Gan back steb
yau

Favorita Featuras: nona

Suggested Improvemants: better tiras . suspension ch and the lights go out every other day

F——__Sunday, December 22, 2002

Noisy end Bumpy ride By
B 4.3 Dabnlle
Raview: This car has scme (not a kot of zip)but the engine vibrates throughtout the car and you can feel

through ths ges pedal. Small whesals and size of vehicke give very bumpy ride. You fesl evarythl
& only last 15k miles the daaler acknologes that this weas a design flaw Bitthey donotglve a

] prica to replace.

T Gunday, Decern
Don'tDo kt 2y
] 5.0 Details
Reaview: Lot's of rattles, odds and ends that break. Sure, it's all under warranty, but each time another
visit to the dealer for service, and who has ime for that? My visits want Ilke this, "yeah, you're right its
broke, but we have b order the part, o youTl have to bring It back,” doubling my number of visits! Defects
incdluded chech engine light on at least 8 x's, gas cap lock broke, nezard switch broke, sun roof
rachenism broke, and, for tha first time with any car I've ever pwned, regr bakes went gn it after one
_Eﬂ_ﬂ..aia into the_rofors {not covened undar warranty) caueing $400 worth of damage.
avorite Features: WAY tao Iitfle room inside. Fush the front seats back for room, and NQ ONE, repeat,
NO OME, can it in tha badk,
Suggested Improvements: Thay say valvos lest hundreds of thousends of milea. Il never know
because | plan to get rid of It asap. | bought this car in a hurry, with every availabls faature, about
.~ $28.000. Extrama disappointment, end many other cars offering & lot more for the prica.

Eaturdey, Decamber 14, 2002

But This Car Now By I

BN 9.5 Dotzus

Revlew: | hed heard before | bought this car that it was junk and that my maney would ba better spent
buying an Audi A4 of BMW 3-series (both of which can actually ba cheapar than the 540 since | have yat
to gee an 540 that didn't come with all of the optlons). However, after purchasing this car | would never

hitp2//orww.edmunds.com/ratings/new/2003/volvo/sd40/consallreviews himl 2tid=n.crr.overal lrating,. 1, Volvo® 5/5/03
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